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DMV Overview

Driven to serve!
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DMV VISION

To provide Coloradans a 21st Century
customer service experience

DMV MISSION

To provide motor vehicle, driver and identity
services that promote public safety, trust and
confidence
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Department of
Revenue

Executive
Director
Mark Ferrandino

Who We Are

Total DMV FTE: 597.8

Marijuana
Specialized Lottery Division Division of Taxation Enforcement
Business Group y Motor Vehicles Division Division
Director Cory Dlresctor Tom Director Director Director L. A
Amend caver Electra Bustle Brendon Reese Dominique DMV Administration
Mendiola Provides administrative oversight and
— strategic direction.
Staffing: 16 FTE
Driver License Driver Control Vehicle Services Investigations Unit Training Team
Issues driver Maintains Provides operational Investigates all Provides centralized
licenses, driving records support to county motor activities related training and
identification of all vehicle offices. Licensing to DMV core customer support for
cards, and individuals with and auditing of vehicle functions to detect all sections
instruction a Colorado emission-testing facilities & prevent fraud of the DMV and
permits driver license & individual inspectors Colorado counties
Staffing: Staffing: Staffing: Staffing: Staffing:
324 FTE 138.5 FTE 91.5 FTE 9.8 FTE 18 FTE
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What We Believe: weare a value-driven, proactive, strategic-thinking Division
where the services we provide to our fellow Coloradans are intuitive and seamless.

e Living our core values of Service, e Enhancing and strengthening our
Teamwork, Accountability, Integrity and relationships with our partners and
Respect stakeholders

e Being One DMV e Focusing on making our employee’s

e Leveraging technology work environment the best it can be

e . . e Marketing our critical services
e Finding innovative ways to serve all

e Continuously driving excellence and
customers

improvement
e Strengthening public safety education
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e Measuring what matters
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County Partnership vy

e 64 County Clerks are authorized agents of DOR
o Provide Titling and Registration Services in 105 offices
o Provide DL services in 13 counties and 17 offices

o 4.3 million county transactions last year

e We collaborate extensively to implement legislation

. \§ Est. 1960 O
o DRIVES County Governance Committee (@) Cl A’\\

o Colorado County Clerks Association

o Motor Vehicle Technical Committee

o DMV County Trainers
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DMV By the Numbers - FY22
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2021-2022
Accomplishments

Driven to succeed!
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Iconic Colorado Credential Contest

Department of Revenue
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Iconic Colorado Credential
e 407 submissions e 55,760 Coloradans voted e Front image - Mount Sneffels
e 119 entrants e Debuted in February, 2022 e Back image - Sprague Lake
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2021-2022 Accomplishments

Improving the Customer Experience

e DMV call center upgrade: Amazon Connect Call Center software
and chatbot

o FY21 End Wait Time: 00:09:07
o FY22 End Wait Time: 00:08:04
e Average customer experience time in DLOs: <30 minutes

e Boosted customer satisfaction ratings in DLOs by 33%

e |everaging Appointment System
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2021-2022 Accomplishments
State and National

Recognition

e 2022 AAMVA PACE Awards
e 2021 Tom Clements
Award

COLORADO
Department of Revenue

Division of Motor Vehicles

Lo

aamva.org J# “m aam\lg aa"-\%org
: ‘R;, VA ' AAvA -
w < 2 Nzt
e { "
" !

2022 American
Association of

Motor Vehicle

Administrators
PACE Awards



2021-2022 Accomplishments

Enhancing Access
e DMV2GO Mobile Units
e @Home Testing for Permit
Tests

Leveraging Technology
e CDL Drone Program
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DMV2GO

e Two SUVs debuted in November 2021
e One RV debuted in August 2022
e By the numbers:
o Participated in 183 events
o Issued over 3,000 credentials
o Driven over 35,000 miles
o Provided service in 25 counties
o 39 Partners: Rural Counties, Corrections H 0 = L/““T__Eﬁr? —
facilities, Shelters, Resource Centers, D o ) _a / = B I
County Family Centers B A R
e Emergency and Call to Action h = ‘
o Boulder Office Flood
o Afghan/Ukrainian Refugees
o Marshall Fire
o Pueblo DMV Office Car Crash
e Find out more: DMV.Colorado.gov/DMV2GO
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https://urldefense.proofpoint.com/v2/url?u=http-3A__dmv.colorado.gov_dmv2go&d=DwMFaQ&c=sdnEM9SRGFuMt5z5w3AhsPNahmNicq64TgF1JwNR0cs&r=ewtG4HyMxqNwbJobelEZFVInhtuvKPVU3Wi_F0zr03Q&m=zEf8sZIexq2eM73H0Ec0nIlvLyESDNhu6kb1wYk9nC3Of5p2S-QjUb6nFZxj3TL4&s=EOeqn9jcl9Bgwq090PUscYbzen0F7HY_fmwpv6MfbjY&e=

PockeTalk

e Breaks down language barriers
e Employee-generated solution

e Device translates 82 languages in two-
way conversation

o Able to read written text in many
languages

e July 2022 DMV Rollout

o 78 devices distributed across 35 Driver
License Offices
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@Home Driving
Knowledge Testing

Adds convenience for Coloradans by
offering them another online service that
doesn’t require a visit to a State Driver
License Office

e Available 24/7/365
o 58% test after business hours

e Questions available in English and
Spanish

e 2,475 tests taken since the July 12,
2022 rollout
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Legislation Update
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Colorado License Plates
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DRIVES Update
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DRIVES Upgrade

DRIVES Upgrade in 2024-2025 will include:

e Upgrades to existing transactions and services
o Enhancement to User and Customer Experience

o Redesign & Enhance: MyDMV, E-Services, Security, E-Service Dashboard
e This upgrade will also resolve a significant number of backlog tickets for fixes in the
system
e ~60k-75k hours anticipated development and testing
e Pre-Work to begin Mid-2024 with active development kicking off January 2025

e 2023-2024 legislative implementation impact

Lo

COLORADO

Department of Revenue

Division of Mator Vehicles



The Road Ahead
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Digital Transformation
Customer Accessibility
Customer Experience
Public Safety Education

Recruitment & Retention
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Any Questions?

Please Visit CDOR’s Website:
CDOR.Colorado.gov
Contact:

Cooper Reveley, CDOR Legislative Liaison
(cooper.reveley@state.co.us)



http://cdor.colorado.gov

